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[bookmark: _Toc182084273]Introduction 
I took placement at Holiday Inn in Sunderland. The hotel is situated in the city centre. It has 120 rooms equipped with modern amenities. It offers services such as dining, fitness, parking, housekeeping, and other customer services (Holiday Inn, 2024). My responsibility was to manage the front office of the hotel. The report will provide a reflection on my personal development from the work experience at the hotel. The learning objectives are as follows:
· To develop work-based skills.
· To develop technical skills.
· To achieve an understanding of team dynamics and hotel management. 
· To analyse organisational issues and propose solutions.
[bookmark: _Toc182084274]Section 1: Reflection on Experience and Personal Development 
Using Gibbs’ Reflective Cycle model, my experience and personal development have been reflected below. The model has six stages for reflection: Description, Feelings, Evaluation, Analysis, Conclusion, and Action Plan (Markkanen et al., 2020). 
· Description: I have taken my placement at the Holiday Inn, Sunderland. I was assigned with the responsibilities of the front office department of the hotel. In the front office department, the usual tasks are managing guests’ check-ins, checkouts, assisting in housekeeping activities, taking reservations, and complaints management (Bardi, 2010). To perform the various tasks in the supervisory position, I need administrative and customer service skills. 
· Feelings: Initially, when I started my job in the hotel, I was anxious and confused about my performance. Working in the front office and plenty of responsibilities to achieve guest satisfaction were challenging. My supervisor noticed the situation and he provided me with guidelines and directions to cope with the situation. My observation of others’ work as well as hands-on practices alleviated my anxiety and confusion. A couple of days later, I started to feel at ease and confident to perform the job responsibilities. A positive workplace culture in which employees can receive support from peers and senior managers can significantly improve the performance of the employees (Johnston et al., 2021). 
· Evaluation: The placement has been a crucial part of the learning and development process. It enhanced my technical knowledge and work-based skills in hotel management. Communication skills are one of the most important skills for employees, particularly those who work in the front office department (Elmohandes, Abbas and Mansour, 2018). The positive aspects of my experience are that I could enhance my communication skills. Effective guest service and customer satisfaction require that the hotel has clear, empathetic, and effective interactions with the employees as well as the guests. I utilised the transactional analysis theory of communication to structure the communication process with the guests. The theory emphasises on the state of mind of the guests to develop a conversation with them (Ojo, Busayo and Ifeoma, 2017). Thus the interactions become productive. Another positive aspect of the experience is that I have gained several task management skills such as quick decision-making, critical thinking, and time management skills to handle the front of tasks. However, I identified that there are some areas of my experience which did not work as planned. My past experience to work in a customer service role was the foundation of my decision to work in the front office. The fast-paced hotel environment limited my capabilities that I needed a longer time to adjust to the situation. Moreover, I could not manage some tasks in service operations and complaints handling of the guests. Adaptability skills and customer service skills are the most critical aspects of hotel management that these skills enhance the employability of graduates in the hospitality industry (Casado, 2012). 
· Analysis: I had to work in a team to accomplish the tasks. The team formation and coordination with the team members are important to enhance the service quality within the hotel. Tuckman’s stages of group formation theory explain that a team may encounter several challenges and opportunities to achieve its goals (Ntalakos et al., 2022). An effective conflict resolution mechanism and collaboration among the team members can foster teamwork in the workplace and team’s productivity. The communication mechanism within the workplace can play a vital role in strengthening team cohesion. For example, when customers place an order or complaints, the front office can immediately inform the respective department about the issue using communication mechanisms such as the hotel’s software. Resolving guests’ issues and queries can make them satisfied with the hotel’s services. My experience in a high-pressure environment helped me developing resilience to challenges, and learn quickly. The overall experience positively influenced my personal development. I will aim to enhance my skills and capabilities continuously by engaging with the hotel’s front office operations (Johnston et al., 2021). 
· Conclusion: The placement has positively impacted on my personal development. I could achieve many employability skills that can contribute to my success in my future career in hotel management. 
· Action Plan: I need to improve in some areas. Firstly, I should apply Herzberg’s two-factor theory to better understand customer satisfaction (Gardner, 2017). Secondly, I should focus on cross-departmental collaboration to address the conflicts within the team. Finally, I should take training on the usage of digital tools to manage customer complaints more efficiently. 
[bookmark: _Toc182084275]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
In hotel management, work-based skills and technical knowledge are crucial for achieving a higher level of guest satisfaction. The front office of the hotel requires that employees should have soft skills such as time management skills, adaptability skills, communication skills, problem-solving skills, and teamwork skills (Haag, 2013; ASET, 2017). I could enhance all these skills by encountering unique situations and taking guidance from my supervisor. For instance, a Chinese guest arrived at the hotel reception who could barely understand the English language. I had a communication problem with him. One of my teammates who was working in the back office could speak Mandarin. By performing cross-departmental collaboration, I could effectively provide services to that particular guest. In another instance, some guests were complaining about their room service for slower responses. To ensure that guests are loyal to the hotel and satisfied, I personally handled the situation immediately. Technical knowledge to operate Property Management System (PMS) is the most invaluable learning from my experience. Technical skill provides a competitive advantage to the employees in hotel management (Jaykumar, Fukey and Balasubramanian, 2014). The technical skill contributes to streamlining the hotel operations and it also increases the efficiency in complaints handling. 
[bookmark: _Toc182084276]Section 3: Reflection on Organisational Issues
Throughout my work experience at the hotel, I have encountered several organisational issues. Firstly, I encountered understaffing issue during peak hours which led to guests’ complaints about slower housekeeping services. The issue can severely affect a hotel’s reputation and guests’ satisfaction as the overall service quality decreases if the organisation does not have adequate number of employees (Hayes, Ninemeier and Miller, 2017). Understaffing also affects employee morale and so my peers and I experienced a high level of stress in the fast-paced environment. Applying Vroom’s expectancy theory, the hotel can forecast occupancy rates in peak periods and then make a demand-based schedule for staffing (Lee, 2007). Secondly, The organisation is facing inconsistency in cross-departmental communication. Lack of effective communication can create confusion among teammates and slow the hotel operations. As a result, some guests’ were making complaints about the service quality. By adopting an effective centralised communication tool such as Slack and organising regular inter-departmental briefings can address the issue (Hayes, Ninemeier and Miller, 2017).
[bookmark: _Toc182084277]Conclusion and Action Plan
Shadowing my experience at Holiday Inn in Sunderland, I have developed several work-based skills and technical skills. My experiences at the front office department of the hotel helped me develop key skills to manage hotel operations such as communication skills, problem-solving skills, adaptability skills, and teamwork skills. However, I need to develop cross-cultural communication skills, resilience to manage high-pressure situations, and technical skills to manage advanced customer service tools. An action plan is provided below:
· I will participate in cross-cultural events and take a language course within a year to develop cross-cultural communication skills. 
· I will focus on problem-solving and critical thinking capabilities continuously to develop adaptability skills so that I can handle high-pressure situations. 
· I must take two advanced courses and training on digital tools management for hotel management. 
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